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Appendix O

CAHPS® for ACOs Survey
ACO-12 Instructions and CATI Script

Instructions for Conducting the Survey via CATI

Overview

This telephone interview script is provided to assist interviewers while attempting
to administer the CAHPS for ACOs Survey.

Instructions for Survey Vendors:

The scripts provided in this document use the same questions as those
found in the mail version of the CAHPS for ACOs Survey

To ensure comparability, neither an ACO nor a survey vendor may
change the wording of the survey questions, the response categories, or
the order of the questions in any of the surveys

All text that appears in lowercase letters must be read out loud

For all questions that use “Never/Sometimes/Usually/Always” response
scale, the interviewer should say “Would you say...” before reading the
response options to the respondent

Text within a question that is in one of the following styles: underlined, or
bolded, or highlighted, or IN UPPERCASE LETTERING, or italicized
must be emphasized

Words that appear in < > are instructions or for informational purposes
only and must not be read aloud

‘DON'T KNOW” and “REFUSED” answer categories appear in uppercase
and within < > and should not be read to the respondent, but may be used
for coding a response

Text that appears within parentheses and in both (UPPERCASE
LETTERING AND ITALICIZED) indicate instructions for the interviewer
regarding optional items. These instructions are not to be read aloud.
Example: (READ RESPONSE OPTIONS ONLY IF NECESSARY).

Text that appears within [SQUARE BRACKETS] are used to show
programming instructions that must not actually appear on electronic
telephone interviewing system screens

Only one language must appear on the electronic interviewing system
screen
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Some items can and should be skipped by certain beneficiaries

o Dependent questions that are appropriately skipped should be

coded as “88-NOT APPLICABLE”

Skip patterns should be programmed into the electronic telephone
interviewing system. For example, if a beneficiary answers “No” to a
screener question, the program should skip and go to the next screener
guestion. The dependent questions between the screener questions must
then be coded as “88-NOT APPLICABLE”. Coding may be done
automatically by the telephone interviewing system or later during data
preparation.
When a response to a screener question is not obtained (“98-DON'T
KNOW” or “99-REFUSED” are considered responses), the screener
guestion and any questions in the skip pattern should be coded as “M-
MISSING.” In this case, the telephone interviewing system should be
programmed to skip the dependent question(s) and go to the next
screener question. Coding may be done automatically by the telephone
interviewing system or later during data preparation.
When a respondent suspends an interview and does not resume, the
unanswered screener questions should be coded “M — Missing.”
Survey vendors may not underline or use bold letters to emphasize words
or questions other than what is already included in the final version of the
guestionnaires provided by CMS
Please note that the telephone script contains two questions from the
guestionnaires that ask about receiving assistance (proxy respondent).
The questions “Did someone help you complete this survey?” and “How
did that person help you?” are to be completed by the interviewer based
on the respondent’s (or proxy’s) role during the interview.

o These two questions about proxy respondents may be placed after

the END screen

In the event that a beneficiary is unable to complete the interview
himself/herself, a proxy interview may be conducted provided the
telephone interviewer is able to identify a suitable proxy respondent
(someone who knows the beneficiary well and is able to answer health
related questions about the beneficiary accurately). However, the
telephone interviewer must obtain the beneficiary’s permission to have a
proxy respondent assist them with the interview or complete the interview
for them. If the interviewer is unable to speak to the beneficiary directly in
order to identify a proxy respondent and obtain his/her permission to do
the interview for them, they must not proceed with the interview. The CATI
introductory script includes a script for identifying and obtaining consent to
complete a proxy interview, as well as a reminder for the proxy respondent
to answer the survey questions about the beneficiary.
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< To ensure that proxy respondents answer survey questions about the
beneficiary, all proxy survey questions must be reworded to reference the
selected beneficiary:

EXAMPLES:

Q4 In the last 6 months, how many times did [BENEFICIARY NAME] visit
this provider to get care for [himself/herself]? Would [he/she] say:

Q45 In the last 6 months, did [BENEFICIARY NAME] try to make any
appointments with specialists?

These next questions are about [BENEFICIARY NAME] and will help us
to describe the people who patrticipate in this survey.

Q57 In general, how would [BENEFICIARY NAME] rate [his/her] overall
health? Would [he/she] say:

Instructions for Telephone Interviewer

« Interviewers must ask the survey questions and record the respondent’s
responses in a standardized and consistent way, probing as necessary

e Suggested probes are indicated by (PROBE “IF NEEDED: TEXT IS IN
ALL UPPER CASE LETTERING.”

« Characters in < > are instructions or for informational purposes only and
must not be read aloud

« Text that appears within parentheses and in both (UPPERCASE
LETTERING AND ITALICIZED) indicate instructions for the interviewer
regarding optional items. These instructions are not to be read aloud.
Example: (READ RESPONSE OPTIONS ONLY IF NECESSARY)

- “‘DONT KNOW” and “REFUSED” answer categories appear in uppercase
and within < > and should not be read to the respondent, but may be used
for coding a response

« Interviewers should read aloud all text that appears in lowercase letters

» Text within a question that is in one of the following styles: underlined, or
bolded, or highlighted, or IN UPPER CASE LETTERING, or italicized
must be emphasized by the interviewer

- Interviewers must follow basic interviewing conventions such as:

o Conducting the interview in a neutral and unbiased fashion

o Probing for complete answers in a neutral and professional
manner

o Reading all questions, transition phrases, and response
options exactly as written
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o Reading all response options in lowercase

o Maintaining the integrity of the questionnaire content by asking
each question consistently and in the correct order, and without
skipping any questions inappropriately

o Recording responses accurately

o Reading questions at an appropriate speed (at a normal
pace, neither too fast, nor too slow)

o Repeating questions as necessary

< Interviewers should avoid assuming answers ahead of time, interpreting
answers provided, or suggesting answers

< Interviewers should avoid giving their opinion, even when asked; Interviewers
should provide positive but neutral feedback to maintain cooperation and to
show appreciation for the respondent’s contribution of time and effort.
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CATI SCRIPT — NATIONAL IMPLEMENTATION SURVEY

<THE PURPOSE OF THE INTRO1 SCREEN IS TO PROTECT THE PRIVACY OF
THE SAMPLED PERSON (SP). THE INTERVIEWER DOES NOT PROVIDE DETAILS
ABOUT THE SURVEY UNTIL HE/SHE IS SPEAKING WITH THE SAMPLED
PERSON. AT NO POINT DOES THE INTERVIEWER MENTION A PROVIDER
NAME TO ANYONE OTHER THAN THE SAMPLED MEMBER. IN ADDITION, NO
MESSAGES ARE TO BE LEFT ON AN ANSWERING MACHINE OR VOICE MAIL.>

INTRO1
fREF , SRR AT BAM [BENEFICIARY NAME] BXFE WS ?

IF NEEDED: ZKITEFER , 4 7 IRHERH FPEE B4R b A B A4 B AR & A v (BN CMS) BY
Walter Stone &RV —H1E,

1 YES [GO TO INTROZ]

2 SP NOT AVAILABLE RIGHT NOW [GO TO CALLBACK MODULE]

3 REFUSAL [GO TO REFUSAL MODULE]

4 SP NEEDS SPANISH LANGUAGE INTERVIEW [SET LANGUAGE]

5  SP NEEDS CANTONESE INTERVIEW [SET LANGUAGE]

6 SP NEEDS KOREAN INTERVIEW [SET LANGUAGE]

7 SP NEEDS MANDARIN INTERVIEW [SET LANGUAGE]

8 SP NEEDS RUSSIAN INTERVIEW [SET LANGUAGE]

9  SP NEEDS VIETNAMESE INTERVIEW [SET LANGUAGE]

10  SP NEEDS PORTUGUESE INTERVIEW [SET LANGUAGE]

11  SPISTOOILL [GO TO PROXY1]

12  SP IS DECEASED [GO TO NON-INTERVIEW
SCREEN]

13 OTHER NON-INTERVIEW [GO TO NON-INTERVIEW
SCREEN]

PROXY1

RITEFER | 248585 [BENEFICIARY NAME] Rk (ft/4t) #Y 42 BE S T8 A8 B 22 0 — B 3H RS o
(ftb/th) BT BASE & — B AR 3R (fb/4th) SE B IR BA . FEEM [BENEFICARY LAST
NAME] (%4 /% +)ff g i 3% — Ko

1 YES [GO TO PROXY?2]

2 NO [GO TO NON-INTERVIEW
SCREEN]

3 REFUSAL [GO TO REFUSAL MODULE]

Centers for Medicare & Medicaid Services 5

CAHPS® Survey for ACOs Quality Assurance Guidelines Version 3 September 2015



PROXY?2
Y [INTERVIEWER NAME] , 2855 3P 52 {3 B A M B2 48 B AR 36 b (B CMS) T

X, BEMRSN—EEBEREEL 6 MARNREEMELNGME .
MRGRFEENCTEREBSE , TUF - NURARFREMRES, IRRESRECHEE
SERIEMEE , AUF - URARFRRMRMERFE. EAFTERADIRNAEHLER
EEREERE6 EARNMREBENELNBE.

RIRBARARIREEEREE , RERKRIMREZFHREIE ?

1 YES, HELP WITH INTERVIEW [GO TO PROXY3]

2 YES, DO INTERVIEW FOR SP [GO TO PROXYA4]

3 NO [GO TO NON-INTERVIEW
SCREEN]

4 REFUSAL [GO TO REFUSAL MODULE]

PROXY3

AR f BE S0 B AR B FEIE 1B 55 B 9 A LT BE R 2 I 2
ENTER NAME:
MUATRERBEMRRE?

1 YES [GO TO INTROZ]

2 NO, CALL BACK [GO TO CALLBACK MODULE]
[NEED TO INDICATE THIS IS
ASSISTED INTERVIEW]

3 SP UNABLE TO CONTINUE [GO TO NON-INTERVIEW
SCREEN]

4 REFUSAL [GO TO REFUSAL MODULE]
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PROXY4
Az 2 fRAC R AR = S fBRA R RY A T AT BER F e 2

ENTER NAME:

REBHERBEMATRRRESIFHE ?

1 YES [GO TO PROXY5]

2 NO, CALL BACK [GO TO CALLBACK MODULE]

3 REFUSAL [GO TO REFUSAL MODULE]

4  SP UNABLE TO CONTINUE [GO TO NON-INTERVIEW
SCREEN]

PROXY5

[NAME ENTERED IN PROXY4] RE R LAMEHKEE ?

BUALTHERSERBE?

1 YES [GO TO PROXY6]

2 NO, CALL BACK [GO TO CALLBACK MODULE]

3 REFUSAL [GO TO REFUSAL MODULE]

4 SP UNABLE TO CONTINUE [GO TO NON-INTERVIEW
SCREEN]
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PROXY6
FZIU[INTERVIEWER NAME] , 21X 7% 5 3B B8 = 4 B N B& 2 48 Bh BR 75 /v (BN CMS) T 3R

, BFEIRZ IN— @B E[BENEFICIARY NAME] EiB8 = 6 AR REEMBLHHME

CMS REEITEM@MR , RRAUEHIERRBRIRA , BRHPERRBESEEMN
IRIEAEERH EIEC fE, [BENEFICIARY LAST NAME] (BEE/ZL)NEBEZRKRRIB
[PROVIDER NAME]HY A L FE#EBKIE SRV, (ft/2th) EASHEAE T YR TR (ft/2t) (21 FEIE 1B 7S
F':ﬁo

ERWEEERME K MRSMESHNRE , T8 [BENEFICIARY LAST NAME] (5%
/7 WHBEERBREINEEMNEE. TREMEPEBANER 20 28 , 51F (/i)
YRR BR T E o

BrIEEERE , [VENDOR NAME] A& E CMS BEEFZE A T UANEM AL ZRNE
¥, REVERIZRAKETEH [BENEFICIARY LAST NAME] B A R H S ( th/ith
) MEWALEER,

HAECZLEBE, HES?

USE FAQs TO ANSWER QUESTIONS ABOUT THE SURVEY

1 YES [GO TO REMIND]

2 NO [GO TO CALLBACK MODULE]
3 REFUSAL [GO TO REFUSAL MODULE]
REMIND

EREEEMEMEREER , FicE , fREK [BENEFICIARY LAST NAME]
(RE/Zt) @, FRF(E/M) REENELNERREE,

[GO TO MONITOR]
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INTRO2
Y [INTERVIEWER NAME] , 2855 3P 52 53 B 1 M B A8 B IR IS

(B CMS)#T 3R | BEERSM—ERERERE 6 BAARBENBLNEME .

CMS RIEETEREME , 2eAKREBPBEERBRIRA BB TEERRESEEN
RIEEERNIEERE, (RNEFZ2KR1B [PROVIDER NAME] #9 A L BEREHKIZ 4 3R HY,

EEMEBEBME K MESNETHRE  TEHFRNBEIBEREBENBEATE,
SEREMBBEARNER 20 i , B FROERME.

BRIEEEME , [VENDOR NAME] 7€ E CMS BEREA T UANEMADZRNE
. MMBERNERKEFTEH FOBERIHMSERBENALTEE,

REDEXEDE, SES?

USE FAQs TO ANSWER QUESTIONS ABOUT THE SURVEY

1 YES [GO TO MONITOR]

2 NO, CALL BACK [GO TO CALLBACK MODULE]

3 REFUSAL [GO TO REFUSAL MODULE]

4  SP NEEDS SPANISH LANGUAGE INTERVIEW [SET LANGUAGE]

5  SP NEEDS CANTONESE INTERVIEW [SET LANGUAGE]

6  SP NEEDS KOREAN INTERVIEW [SET LANGUAGE]

7 SP NEEDS MANDARIN INTERVIEW [SET LANGUAGE]

8  SP NEEDS RUSSIAN INTERVIEW [SET LANGUAGE]

9  SP NEEDS VIETNAMESE INTERVIEW [SET LANGUAGE]

10  SP NEEDS PORTUGUESE INTERVIEW [SET LANGUAGE]

11  SPISTOO ILL [GO TO PROXY1]

12 OTHER NON-INTERVIEW [GO TO NON-INTERVIEW
SCREEN]

MONITOR

EEMRBzE , REBSHR , BNEETREA T mELHMEREREER.

<START INTERVIEW>
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Q1
RPN EHEBERMRERREB—NEW [PROVIDER NAME] B2 #HE,

HARE?
1 =]
2 BA [GO TO Q44 Intro]
98  <DON'T KNOW> [GO TO Q44 Intro]
99  <REFUSED> [GO TO Q44 Intro]

M [MISSING]

Q2 Intro. EEREMNEESIE [PROVIDER NAME] BA EMNRHEE", FIREREM
RERF AR Z AR A

Q2

EVRMUERSENRFZERRRE, RS AHEERAENER  SEEERUAZERKE
FEERMB—1L ? (READ ANSWER CHOICES ONLY IF NEEDED)

1 =)

2 BA

88  [NOT APPLICABLE]

98  <DON'T KNOW>

99  <REFUSED>
M [MISSING]

Q3
RERENURHEECEZ A ?RER .

1 F6@EA,

2 EL6MEA , BFE1F,
3 ED1 5, BFE 3 F,
4 =
5

A

EL3F ,BETES F,

5 F L
88  [NOT APPLICABLE]
98  <DON'T KNOW>
99  <REFUSED>
M [MISSING]
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Q4 Intro. ELMERBEMREACHRERBE, FTESREERKSINEE, BT
HRESEER.

Q4

EBE6EAR , fRATECESREEEMRBBEMNREHEZ LR ?RES
0 RE [GO TO Q44 Intro]

1 1R

2 2

3 3

4 4

5 5F09

6 10 X £

88  [NOT APPLICABLE]
98  <DON'T KNOW>
99  <REFUSED>

M [MISSING]

Q5
EBE6 AR , RERERALR. TEIEENNEEITEFIEMREENDZT

JE#EE ? (READ ANSWER CHOICES ONLY IF NEEDED)

1 =]

2 BA [GO TO Q7]
88  [NOT APPLICABLE]

98  <DON'T KNOW> [GO TO Q7]
99 <REFUSED> [GO TO Q7]

M [MISSING]
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Q6
EBE6EAR , EREAAZENREEMTEFIEMRAENDAANKEE K 2

BREAURREIMRBFENTEY 2 RER :

X
X

Ak

B
i

Jk

1
2
3
4 B8

88  [NOT APPLICABLE]
98  <DON'T KNOW>

99  <REFUSED>
M [MISSING]

Q7
EBE6EAR , RFERERARERESRHIITEEMEEMIRHEEHETMTERN?
(READ ANSWER CHOICES ONLY IF NEEDED)

1 =]

2 BA [GO TO Q9]
88  [NOT APPLICABLE]

98  <DON'T KNOW> [GO TO Q9]
99 <REFUSED> [GO TO Q9]

M [MISSING]

Q8

EBE6EAR , ERAAREREDRHITEEMENEVRMER , EEKETUR
REIMRFENTAN 2 FRER -

1 KT,
2 B,
3 BE
4 )

88  [NOT APPLICABLE]
98  <DON'T KNOW>
99  <REFUSED>

M [MISSING]
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Q9

HBX6EAR , fRERBELEEHLBEATERIEVRHAENIMREL —EER

G ? (READ ANSWER CHOICES ONLY IF NEEDED)

1 =]

2 BH

88  [NOT APPLICABLE]
98  <DON'T KNOW>
99 <REFUSED>

M [MISSING]

Q10

EBE6EARN , ERELEERAREITESFINEMRMENDIE

BERERETEXRBIHE ?RER .
1 KT,

2 B,

3 BE

4 )

88  [NOT APPLICABLE]
98  <DON'T KNOW>

99  <REFUSED>
M [MISSING]

Q11

[GO TO Q11]

[GO TO Q11]
[GO TO Q11]

, fREI B R B &S

EBE6 AR , RERAEEEH L AKEZRITERIEMNRMENDIRE — B8

% ? (READ ANSWER CHOICES ONLY IF NEEDED)

1 =]

2 BAH

88  [NOT APPLICABLE]
98  <DON'T KNOW>
99 <REFUSED>

M [MISSING]

[GO TO Q13]

[GO TO Q13]
[GO TO Q13]
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Q12
EBE6EAR , EMEEERAKEA2RITEFINEVREEND IR , IRARBMNE

BREEREKERRBIHEZ 2RER

1 KT,
2 B,
3 BE
4 BE

88  [NOT APPLICABLE]
98  <DON'T KNOW>
99  <REFUSED>

M [MISSING]

BLEUAEERAMABRD cBREBAMIE. S 6RAFENRE, TBE6EA
W, EURHENDFIEREIRER? (READ ANSWER CHOICES ONLY IF NEEDED)
1

2

=]

BAa [GO TO Q15]
88  [NOT APPLICABLE]
98  <DON'T KNOW> [GO TO Q15]
99 <REFUSED> [GO TO Q15]

M [MISSING]

Q14
EiBE6 EMAR , ENRHEENDAMARABIEMR , RERBRNEEMAIREZ AR

? (READ ANSWER CHOICES ONLY IF NEEDED)

1 B

2 BA

88  [NOT APPLICABLE]
98  <DON'T KNOW>
99  <REFUSED>

M [MISSING]
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Q15

FREHIFERDENREZESFHNKE. TBE6EAR , (RRBREERONE

B 15 P ERRIEMRMAE ? RER

1
2
3

4

88
98
99
M

Q16

EBE6 AR, ENRHEREREER

1
2
3

4

88
98
99
M

Q17

KR,

HE,

BE

HE

[NOT APPLICABLE]
<DON'T KNOW>

<REFUSED>
[MISSING]

KR,

A,

B

wE

[NOT APPLICABLE]
<DON'T KNOW>

<REFUSED>
[MISSING]

REHANFAREEE? RER:

HiBx6EAR , ENRHAEREEEMORIMRRE? FER:

1
2
3

4

88
98
99
M

AT,

B,

ok

B

[NOT APPLICABLE]
<DON'T KNOW>

<REFUSED>
[MISSING]
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Q18

EBE6EAR , fREREMENRHEENMBEMNREMERMIEIER? (READ
ANSWER CHOICES ONLY IF NEEDED)

1

2
88
98
99
M

Q19

=]

BAa

[NOT APPLICABLE]
<DON'T KNOW>
<REFUSED>
[MISSING]

[GO TO Q20]

[GO TO Q20]
[GO TO Q20]

EBEGCEAR , ENRMENEELRERERBIZTERKITINERREERERS
AR ? REM:

1
2
3

4

88
98
99
M

Q20

KR,

A,

B

wE

[NOT APPLICABLE]
<DON'T KNOW>

<REFUSED>
[MISSING]

HBE6EAR , ENREHERTUTFERINEBRRRENEEZEER? FER:

1
2
3

4

88
98
99
M

AT,
B,

ok

B

[NOT APPLICABLE]
<DON'T KNOW>

<REFUSED>
[MISSING]
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Q21

HBx6EAR , BERRENREHRER  W/HEEEERRNBEELE? (RER

1 KT,
2 B,
3 BE
4 BE

88 [NOT APPLICABLE]
98 <DON'T KNOW>
99 <REFUSED>

Q22
EBE6EAR , ENREEREREEENRNRGE? RER:
1 XF,
2 B,
3 BE
4 )

88  [NOT APPLICABLE]
98  <DON'T KNOW>
99  <REFUSED>

M [MISSING]

Q23
EBE6EAR , EURUHEREREAZANKERR? RER:
1 KT,
2 BH,
3 BE
4 )

88  [NOT APPLICABLE]
98  <DON'T KNOW>
99  <REFUSED>

M [MISSING]
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Q24
rEBx6EAR , ENREHERRBIEEMRBEM. B X XMEMRE? (READ
ANSWER CHOICES ONLY IF NEEDED)

1 =]

2 BA [GO TO Q26]
88  [NOT APPLICABLE]

98  <DON'T KNOW> [GO TO Q26]
99 <REFUSED> [GO TO Q26]

M [MISSING]

Q25
EBE6EAR , BEMEHEIEEMEM, B X X MEMBER  ENRERHEND
FIREREAEARERIRER? RER:

1 &

2 B,

3 BE

4 B

88  [NOT APPLICABLE]
98  <DON'T KNOW>

99  <REFUSED>
M [MISSING]

Q26
EBRE6EAR , RNENREAEGIERBABIFLERARE —EFE? (READ
ANSWER CHOICES ONLY IF NEEDED)

1 =]

2 BA [GO TO Q35]
88  [NOT APPLICABLE]

98  <DON'T KNOW> [GO TO Q35]
99  <REFUSED> [GO TO Q35]

M [MISSING]
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Q27

RMEMNRMEE G RBRUTREERARE —EYH/ERE? (READ ANSWER
CHOICES ONLY IF NEEDED)

1 =]

2 A

88  [NOT APPLICABLE]

98  <DON'T KNOW>

99  <REFUSED>
M [MISSING]

Q28

RAENREHREERENRBARTETEERAE —EYHWERE? (READ ANSWER
CHOICES ONLY IF NEEDED)

1 =]

2 BH

88  [NOT APPLICABLE]

98  <DON'T KNOW>

99  <REFUSED>
M [MISSING]

Q29
ERMEVRHENRHEIEFELRAR —EHER , EURHEFRZEREMR , REBAT
R 2 & FH? (READ ANSWER CHOICES ONLY IF NEEDED)

1 =]

2 BAE

88  [NOT APPLICABLE]
98  <DON'T KNOW>
99 <REFUSED>

M [MISSING]

Q30
RMENRHEESMBRENFLRAR R E 2R , FERERBERAE — R %E?
(READ ANSWER CHOICES ONLY IF NEEDED)

1 =]

2 BA [GO TO Q35]
88  [NOT APPLICABLE]

98  <DON'T KNOW> [GO TO Q35]
99  <REFUSED> [GO TO Q35]

M [MISSING]

Centers for Medicare & Medicaid Services 19
CAHPS® Survey for ACOs Quality Assurance Guidelines Version 3 September 2015



Q31

HiBx6EAR , ENREHRESHFNAKRER A REEEGTRAZHANER?

fRER:

1 KT,

2 B,

3 BE

4 BE

88  [NOT APPLICABLE]

98  <DON'T KNOW>
99  <REFUSED>
M [MISSING]

Q32

EBEG6EAR , RTHEHFELN , ENREEEIERNATRAENGEREDER D
EERBE T RIHEIR? (READ ANSWER CHOICES ONLY IF NEEDED)

[GO TO Q34]

[GO TO Q34]
[GO TO Q34]

ENVREMERTANEIMERNERESHA? (READ ANSWER CHOICES ONLY IF

1 =]

2 BH

88  [NOT APPLICABLE]
98  <DON'T KNOW>
99 <REFUSED>

M [MISSING]

Q33

NEEDED)

1 =]

2 NEZE]

88  [NOT APPLICABLE]
98  <DON'T KNOW>
99 <REFUSED>

M [MISSING]
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Q34
EBE6EAR , ENREMEERERE-LEHEREWREEBRAEY? (READ
ANSWER CHOICES ONLY IF NEEDED)

1 =]

2 BH

88  [NOT APPLICABLE]

98  <DON'T KNOW>

99  <REFUSED>
M [MISSING]

Q35
EB=6BAR , FNENRHERTREMBRFMNEMEENEF? (READ
ANSWER CHOICES ONLY IF NEEDED)

1 =]

2 BAa [GO TO Q39]
88  [NOT APPLICABLE]

98  <DON'T KNOW> [GO TO Q39]
99  <REFUSED> [GO TO Q39]

M [MISSING]

Q36

RAMENRMEEGRENWBRITEERAEHEEFNRNEFNIRERE? (READ ANSWER
CHOICES ONLY IF NEEDED)

1 =]

2 BA

88  [NOT APPLICABLE]
98  <DON'T KNOW>
99 <REFUSED>

M [MISSING]

Q37
RAEVNREEERETRBARITETBREMEBFNRNEFWERERE? (READ ANSWER
CHOICES ONLY IF NEEDED)

1 =]

2 BAH

88  [NOT APPLICABLE]

98  <DON'T KNOW>

99  <REFUSED>
M [MISSING]
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Q38

RAENREEIRESZ —BFNREFE , ENREETRZERMR , (RBATEHRR
B ? (READ ANSWER CHOICES ONLY IF NEEDED)

1 =]

2 BAa

88  [NOT APPLICABLE]
98 <DON'T KNOW>
99  <REFUSED>

M [MISSING]

Q39

HiBXZ6EAR , fRNMENRHERREMBMRENRARPRE S ZZ VIRV EARE

BER?

1 =]

2 NEZE]

88  [NOT APPLICABLE]
98  <DON'T KNOW>

99  <REFUSED>
M [MISSING]

Q40

EBECHEAR , ENRBEFRFEENRFRNRASIRARD ZZSDREAREER
#YZFE? (READ ANSWER CHOICES ONLY IF NEEDED)

1 =]

2 BAE

88  [NOT APPLICABLE]
98 <DON'T KNOW>
99  <REFUSED>

M [MISSING]

Q41

A O0E10RFTD , 0 REEMNRME 10 BERFNEMRE  (REUARBERFERBEMLRE

HEFTD?

ENTER NUMBER:

88  [NOT APPLICABLE]
98  <DON'T KNOW>
99  <REFUSED>

M [MISSING]

[0-10 VALID RANGE]
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Q42 Intro. EELFRABRANEMLRHRESFINXENEFEMN,

Q42
EBE6 AR, EURMHELANXENEZEFEREREGIRAEP AKEHEBR
?RER:

1 KF,

2 BHE,

3 BE

4 )

88  [NOT APPLICABLE]
98  <DON'T KNOW>
99  <REFUSED>

M [MISSING]

Q43
EBE6EAR , ENREELANNENEZESFERTEREYHRARHENEE?
RER:

1 KT,

2 B,

3 BE

4 BE

88  [NOT APPLICABLE]
98  <DON'T KNOW>
99  <REFUSED>

M [MISSING]
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Q44 Intro. EEXE[MERBNEIRE 6 BMARNMRREENBEEREHNEE., ENEE
REFMEE. VENELE. BEERLE. KENBENEMEEREERREENEE

o

Q44

[PROVIDER NAME] @& — =R B4 ? (READ ANSWER CHOICES ONLY IF
NEEDED)

1 B [GO TO Q48 Intro]

2 B’A

98  <DON'T KNOW>

99  <REFUSED>
M [MISSING]

Q45

EBE6BAR, RERBEAENERELE? (READ ANSWER CHOICES ONLY IF
NEEDED)

1 =]

2 BA [GO TO Q48 Intro]
88  [NOT APPLICABLE]

98  <DON'T KNOW> [GO TO Q48 Intro]
99 <REFUSED> [GO TO Q48 Intro]
M [MISSING]

Q46

EBE6EAR, RERERZNGIENEL? RER:

1 KT,

2 B,

3 BE

4 )

88  [NOT APPLICABLE]
98  <DON'T KNOW>
99  <REFUSED>

M [MISSING]
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Q47
EBx6EAE , FERERNRUENBEREUTFEENERBRRENERER?

fRER:

1 KT,
2 B,
3 BE
4 BE

88  [NOT APPLICABLE]
98  <DON'T KNOW>
99  <REFUSED>

M [MISSING]

Q48 Intro. ELEERANFAMENRRERE, IREBE6BARMRATREEEM
RBNAAERMAE, FTESERRTERNER,

Q48
N REEEEKIREMRATREEEMENMERE, Bt NEMAL, EiBX06E
B, RAEREEEERNTMAEREWIBMRT LU EE RN ERTESKER?
(READ ANSWER CHOICES ONLY IF NEEDED)

1 =]

2 Mgl

98  <DON'T KNOW>

99 <REFUSED>

M [MISSING]

Q49
EBE6 AR , RINRREEEERNTMNAERERBREEREENEENIES
1§? (READ ANSWER CHOICES ONLY IF NEEDED)

1 =]

2 BAa

98  <DON'T KNOW>
99  <REFUSED>

M [MISSING]
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Q50

kHiBE6 AR, FNRRREEERNEMATRBENWBIRENERNEETEE?
(READ ANSWER CHOICES ONLY IF NEEDED)

1 =]

2 NEZE]

98  <DON'T KNOW>
99 <REFUSED>

M [MISSING]

Q51

EBE6EAR , FHNREEZEERAREENANGHRBEBRTRENEREF?
(READ ANSWER CHOICES ONLY IF NEEDED)

fFiBE6 AR, RERERAEMESE? (READ ANSWER CHOICES ONLY IF

1 =]

2 NEZE]

98  <DON'T KNOW>
99  <REFUSED>

M [MISSING]

Q52

NEEDED)

1 =]

2 BAa

98  <DON'T KNOW>
99 <REFUSED>

M [MISSING]

Q53

[GO TO Q55]
[GO TO Q55]
[GO TO Q55]

EBE6EAR , RIRREZFEERNENARESKENRIREREERANMER

H#E? fRER:

1 KT,
2 B,
3 BE
4 B8
88  [NOT APPLICABLE]

98  <DON'T KNOW>
99  <REFUSED>
M [MISSING]
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Q54

HiBE6 AR, FNRRREEERNEMATRBENRBINESERARZD?
(READ ANSWER CHOICES ONLY IF NEEDED)

1

2
88
98
99
M

Q55

=]

BAa

[NOT APPLICABLE]
<DON'T KNOW>
<REFUSED>
[MISSING]

KB 6 EAR , MNERREBEERARFEMNABBMRESE —BREHARELE. =

FE=E®E? (READ ANSWER CHOICES ONLY IF NEEDED)

1

2
98
99
M

Q56

B

BA

<DON'T KNOW>
<REFUSED>
[MISSING]

EBE6EAR , RAMRNEREFEZEREMNABTRENRBREALEFSIREEIAZ

EBHOHEE? (READ ANSWER CHOICES ONLY IF NEEDED)

1

2
98
99
M

B

BAa

<DON'T KNOW>
<REFUSED>
[MISSING]

Centers for Medicare & Medicaid Services
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Q57 Intro. ELRERBAMRE , MEMEEPREMBESERETEAENAL, .

Q57

— MR , IRINAIFEERNERER? RS
1 Mgt

2 RyF

3 ¥

4 —fix

5 =5

98  <DON'T KNOW>
99  <REFUSED>
M [MISSING]

Q58

—MERER , RN ERNER B RIERRE? RER:
1 MR 4f

2 RyF

3 33

4 — %

5 =5

98  <DON'T KNOW>
99  <REFUSED>
M [MISSING]

Q59
EBE12@BARN , REREEHENMRASEELR VEBLERHEMOEEEREREME 3
R E ? (READ ANSWER CHOICES ONLY IF NEEDED)

1 =]

2 BA [GO TO Q61]
98  <DON'T KNOW> [GO TO Q61]
99  <REFUSED> [GO TO Q61]

M [MISSING]
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Q60
ERE—EEFETELD IEANMKRTIEE? (READ ANSWER CHOICES ONLY IF

NEEDED)
1 =]
2 NEZE]

88  [NOT APPLICABLE]
98  <DON'T KNOW>
99  <REFUSED>

M [MISSING]

Q61
FEEREEERERABEEFVEY? (READ ANSWER CHOICES ONLY IF
NEEDED)

1 =]

2 BAa [GO TO Q63]

98  <DON'T KNOW> [GO TO Q63]

99 <REFUSED> [GO TO Q63]

M [MISSING]

Q62
EEEYREAREBLCEREFETEL 3EAMNMMR? (READ ANSWER CHOICES
ONLY IF NEEDED)

1 =]

2 A

88  [NOT APPLICABLE]

98  <DON'T KNOW>

99  <REFUSED>
M [MISSING]
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Q63

EBE4EEN  FNERRRAEZSOKEHRIRNHEIER(PINRABREE) ? EEY

B’

1 IR,

2 RER B A,

3 BB 47 BF R,

4 RO,

5 EE£RE

98  <DON'T KNOW>

99  <REFUSED>
M [MISSING]

RIBFELZBE? READ ANSWER CHOICES ONLY IF NEEDED)

(INTERVIEWER: ASK ONLY IF NEEDED: R 2 B4 2 142?)

Q64
1 18 E 24

2 25 F 34

3 35 F 44

4 45 & 54

5 55 F 64

6 65 = 69

7 70 E 74

8 75 & 79

9 80 E 84

10 85 EHME

98  <DON'T KNOW>
99 <REFUSED>

M [MISSING]

Q65

1 B4

2 7

98  <DON'T KNOW>
99  <REFUSED>
M [MISSING]
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Q66
EER¥EIH , REZTHRESMW—FHKIAKFE ? (READ ANSWER CHOICES ONLY
IF NEEDED)

1 8 FMIIAT

2 DrER , BREE

3 SFEEREBEHETRRESE(GED)
4 TR K 2B =k W F I 2B M

5 MEFIRBREE

6

I8 Y 4 5l KEB By
98  <DON'T KNOW>
99  <REFUSED>
M [MISSING]

Q67
PREREFERBE L I ? RER:
1 RyF

2 33

3 T

4 TETE

98  <DON'T KNOW>
99  <REFUSED>
M [MISSING]

Q68
REREFREFUNNEMFES S ? (READ ANSWER CHOICES ONLY IF NEEDED)
1 &

2 BA [GO TO Q70]

98  <DON'T KNOW> [GO TO Q70]

99  <REFUSED> [GO TO Q70]

M [MISSING]
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Q69

RERER M ESES? (READ ANSWER CHOICES ONLY IF NEEDED)
1 PEIE ST RE

2 3L

3 BRSEEE

4 BEE

5 HEX

6 REHMES [SPECIFY]
88  [NOT APPLICABLE]

98  <DON'T KNOW>

99  <REFUSED>
M [MISSING]

Q70
RREAEER SERAEREMRH? (READ ANSWER CHOICES ONLY IF
NEEDED)

1 =]

2 BA

98  <DON'T KNOW>

99  <REFUSED>
M [MISSING]

Q71
RREXH, JEFEHEREFERALERENEE? (READ ANSWER CHOICES
ONLY IF NEEDED)

1 =]

2 BA

98  <DON'T KNOW>

99  <REFUSED>

M [MISSING]

Q72
REREEASR., BHIBERNMRAIMBREEDRES. LBEIERE? (READ
ANSWER CHOICES ONLY IF NEEDED)

1 B

2 BA

98  <DON'T KNOW>

99  <REFUSED>
M [MISSING]

32 Centers for Medicare & Medicaid Services
September 2015 CAHPS® Survey for ACOs Quality Assurance Guidelines Version 3



Q73
RERRCEHEERZERERE? (READ ANSWER CHOICES ONLY IF NEEDED)

1 =]

2 BAH

98  <DON'T KNOW>
99 <REFUSED>

M [MISSING]

Q74

REXRBRRERERZERE? (READ ANSWER CHOICES ONLY IF NEEDED)
1 =)

2 BA

98  <DON'T KNOW>
99  <REFUSED>
M [MISSING]

Q75

RERERASR. FRIIBEERR K MERHEBLEANSE , FINEEELEN?
(READ ANSWER CHOICES ONLY IF NEEDED)

1 B

2 BAa

98  <DON'T KNOW>

99  <REFUSED>
M [MISSING]

Q76
REFRAZES. NEFHAEITE? (READ ANSWER CHOICES ONLY IF NEEDED)

1 =, BaE , AXREFRAERTE

2 R, TRERES A NEFIEMTH [GO TO Q78 Intro]
98  <DON'T KNOW> [GO TO Q78 Intro]
99  <REFUSED> [GO TO Q78 Intro]

M [MISSING]
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Q77
T — B8 B X EERL YD L RIR? {RER:

1 ESHFTA, EOFEFEEA, FFEA
2 HEEEL A

3 TEBEA

4 F—AREE. NEXBFHAMTE

88  [NOT APPLICABLE]

98  <DON'T KNOW>

99  <REFUSED>
M [MISSING]

Q78 Intro
REZBERENNEE, HRSEER , FRENSURCHERIRNEKR, BRLERBR
BRATBERNEZEERNERT.

(IF THE RESPONDENT WANTS TO KNOW WHY YOU ARE ASKING WHAT RACE
THEY ARE, SAY: "&fABRHNELRR A B NN BRARMRFBI A"

Q78a
={¥RB A? (READ ANSWER CHOICES ONLY IF NEEDED)

1 =]
2 BAH
98  <DON'T KNOW>

99  <REFUSED>
M [MISSING]

Q78b

(RIR)ZAHIEFER A? (READ ANSWER CHOICES ONLY IF NEEDED)
1 B

2 BA

98  <DON'T KNOW>
99  <REFUSED>
M [MISSING]
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Q78c

(RIR)ENE L AN ET I+ &E? (READ ANSWER CHOICES ONLY IF NEEDED)

1

2
98
99
M

Q78d

B

BAa

<DON'T KNOW>
<REFUSED>
[MISSING]

(R#R)a2iM A? (READ ANSWER CHOICES ONLY IF NEEDED)

1

2
98
99
M

=]

BAa [GO TO Q78e]
<DON'T KNOW> [GO TO Q78e]
<REFUSED> [GO TO Q78e]
[MISSING]

Q78d1
(RIR)ENE A? (READ ANSWER CHOICES ONLY IF NEEDED)

1 B

2 BAa

88  [NOT APPLICABLE]
98 <DON'T KNOW>
99  <REFUSED>

M [MISSING]

Q78d2
(R#R)EA? (READ ANSWER CHOICES ONLY IF NEEDED)

1 B

2 BA

88  [NOT APPLICABLE]
98  <DON'T KNOW>
99  <REFUSED>

M [MISSING]
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Q78d3
(RIR)FERE A? (READ ANSWER CHOICES ONLY IF NEEDED)

1 =]

2 BA

88  [NOT APPLICABLE]
98  <DON'T KNOW>
99  <REFUSED>

M [MISSING]

Q78d4
(RR)BA A A? (READ ANSWER CHOICES ONLY IF NEEDED)

1 B

2 BA

88  [NOT APPLICABLE]
98  <DON’T KNOW>
99  <REFUSED>

M [MISSING]

Q78d5
(—#R)EE A? (READ ANSWER CHOICES ONLY IF NEEDED)

1 B

2 BA

88  [NOT APPLICABLE]
98  <DON'T KNOW>
99  <REFUSED>

M [MISSING]

Q78d6
(R#R)#E A? (READ ANSWER CHOICES ONLY IF NEEDED)

1 B

2 BA

88  [NOT APPLICABLE]
98  <DON'T KNOW>
99  <REFUSED>

M [MISSING]
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Q78e

Q78d7
(RIR)EAZEM A? (READ ANSWER CHOICES ONLY IF NEEDED)

1 =]

2 BA

88  [NOT APPLICABLE]
98  <DON'T KNOW>
99  <REFUSED>

M [MISSING]

(RIFEBRLIEBIAFFEA? (READ ANSWER CHOICES ONLY IF NEEDED)

1

2
98
99
M

=]

BAa [GO TO Q79]
<DON'T KNOW> [GO TO Q79]
<REFUSED> [GO TO Q79]
[MISSING]

Q78el
(RIREREELE? (READ ANSWER CHOICES ONLY IF NEEDED)

1 =]

2 BA

88  [NOT APPLICABLE]
98  <DON'T KNOW>
99  <REFUSED>

M [MISSING]

Q78e2
(RIMBEEAREEZE A? (READ ANSWER CHOICES ONLY IF NEEDED)

1 =]

2 BA

88  [NOT APPLICABLE]
98  <DON'T KNOW>
99  <REFUSED>

M [MISSING]
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Q79

Q78e3

(—AR)EEEEZEA? (READ ANSWER CHOICES ONLY IF NEEDED)

1

2
88
98
99
M

Q78e4

B

BAa

[NOT APPLICABLE]
<DON'T KNOW>
<REFUSED>
[MISSING]

(RIR)EH AT ¥EIEA? (READ ANSWER CHOICES ONLY IF NEEDED)

1

2
88
98
99
M

=]

BA

[NOT APPLICABLE]
<DON'T KNOW>
<REFUSED>
[MISSING]

<INTERVIEWER CODE: DID SOMEONE HELP THE SAMPLED PERSON TO
COMPLETE THE INTERVIEW?>

1
2
98
99
M

Q80a

YES

NO [GO TO END]
<DON'T KNOW> [GO TO END]
<REFUSED> [GO TO END]
[MISSING]

<HOW DID THAT PERSON HELP? MARK ONE OR MORE.>
<READ THE QUESTIONS TO SAMPLED PERSON>

1
2
88
98
99
M

YES
NO

[NOT APPLICABLE]
<DON'T KNOW>
<REFUSED>
[MISSING]
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Q80b

<REPEATED THE ANSWERS SAMPLED PERSON GAVE>
1 YES

2 NO

88  [NOT APPLICABLE]

98  <DON'T KNOW>

99  <REFUSED>

M [MISSING]

Q80c

<ANSWERED THE QUESTIONS FOR SAMPLED PERSON>
1 YES

2 NO

88  [NOT APPLICABLE]

98  <DON'T KNOW>

99  <REFUSED>

M [MISSING]

Qsod

<TRANSLATED THE QUESTIONS INTO SAMPLED PERSON’S LANGUAGE>
1 YES

2 NO

88  [NOT APPLICABLE]

98  <DON'T KNOW>

99  <REFUSED>

M [MISSING]

Q80e

<HELPED IN SOME OTHER WAY>
1 YES

2 NO

88  [NOT APPLICABLE]

98  <DON'T KNOW>

99  <REFUSED>

M [MISSING]

END. E£HMELMREBNEE, SHIRNER.
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